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This Rule has been a long time coming for
discussion and not so much for the clarification of
how the Rule works, but more for the discussion of
how the Rule is explained and presented to your
customers.

Our office encounters a huge percentage of calls
from customers all over the state who don’t seem to
have a clue how this program works. Most want to
blame the company for a program that appears to
be a “no win” situation for them. In reality of
course, it is the customer who controls the outcome
of this program.

I’ve often wondered just how many “scripts” each
of you have to explain all the different types of
programs that you offer, or if you have any at all?
It would seem to benefit the company better if each
of you were explaining programs like this one on a
more consistent basis.

The Rule states that each utility shall explain the
plan and give the explanation to the customer in
writing. Are you guys sending that explanation in
writing or are you falling back on that handbook
explanation as compliance? If so, are you asking
the customer if they still have that handbook?

The Rule states that all utilities shall file levelized
billing plans as a tariff for Commission approval.




We seal out fate
with the choices

we make.
~ Gloria Estevan

We seal out fate
with the choices

we make.
~ Gloria Estevan

We seal out fate
with the choices

we make.
~ Gloria Estevan

The plan must meet six different standards:

1)
(2)
3)

(4)

()

(6)

Applicants must be told about levelized billing
plans when they apply for service;

Qualifying customers may enter the plan at
any time:

A utility may charge a Commission-approved
processing fee if a customer withdraws from a
plan more than 1 time in 12 months. The
amount of the processing fee shall be set forth
in the utility’s tariff schedule of fees and
charges. Do you know what your company
charges for this? If you don’t, why not look up
your tariffs and see.

When a customer withdraws from a levelized
billing plan, the customer shall have the option
of paying the account balance in full, or, if
qualified, under a delayed payment agreement.
When a levelized billing customer terminates
utility service, the utility shall refund any net
credit by check; and,

When a levelized billing customer withdraws
from the plan, the utility shall refund any
credit within 30 days. The utility may refund
an overpayment by billing credit unless the
customer requests otherwise.

| think we all understand the Rule, but feel many times
it is not being explained to the customers on a level
they understand. Why not start by telling them how
you are figuring the levelized amount and that it will be
based on their OWN 12 month usage, 12 month billing
history or class average, which ever the case may be.
Also let them know they are the ones that can control
the bill going up or down by the way they use the
service from this point on. If they continue to use the
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same number of KkWh the levelized bill was figured on
(their own 12 month history, their own 12 month bill or
the company class average), then it will stay close to the
same. Of course a colder winter or hotter summer will
affect the bill from the year before, but in the end, it’s a
rolling average and each new month eliminates the
oldest month in that calculation. I’m not sure if
representatives are under time constraints with calls
from customers, but I can tell you from my experience
In customer service that this would not be a beneficial
policy to have in place, as each of us are different and
what is easy for one to understand may take another
person ten minutes to wrap their mind around. | have
noticed that when we break it down in the simplest of
terms to your customers, they seem to have this “aha”
moment of clarity about the plan. They also say it was
never explained as clearly to them!

So you see it is well worth your time to insure they
understand how the program works because most calls
we get here are from customers who feel the company
has lied to them. The customer needs to clearly
understand that it is “them” who controls if the levelized
amount stays in the same ballpark! 1 think once they
understand this, they are less apt to flip that thermostat
up or down so freely!

It seems so many are told the amount in the beginning
and do not understand that it will change according to
how they use the service. So why not get together with
your team and come up with one explanation for all to
use. Just as customers are different in understanding, |
realize employees are different in explaining. You may
have to go over that explanation a few times with some
folks, but it’s very important your customers understand
what they are requesting and how it works.




The Melting Pot

Starting with the September Newsletter we have
been giving you tips on how to use our internet. We
directed you on how to access dockets in that newsletter
and in the last and final segment of training about our
website, we will direct you on how to access public
comments to the Arkansas Public Service Commission
regarding those pending dockets. Of course, in order to
voice their opinion the utility must first have an open
docket. Your customers always have the right to file
comments on any open dockets. Both dockets and
public comments coincide with one another.

Now let’s get started. We all know that we have
to first access the Arkansas Public Service Commission
(APSC) website by going to
http://www.arkansas.gov/psc or just click on the
hyperlink. There are three simple steps in accessing
public comments.

Once you have entered the home page of the
APSC, you will notice that over to the right-hand side
are topics to click on. You will want to click on “Public
Comments”.

Visual aid shown below.
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Once you click on “Public Comments” a new
page appears. Scroll down until you see a window that
says “Select Docket”. At this point you can either type
in a docket number if known or scroll through the open
ones and select a docket. Then of course you just
press submit.

See visual aid below.
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After you have selected the docket you wanted
and submitted it, a new page appears with a brief
description of what this docket pertains to. Underneath
this description is the area where customers can enter
their information and opinions. A security code
(encrypted) is provided so that no one is allowed to
delete the comment.

See visual aid below.
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Now for the most exciting, useful piece of information
the company will want to know. It’s how to view your
customers’ comments about open dockets and after all,
we all know what they say about opinions. Everybody
has one!

In order to access comments/opinions made by
customers you will need to go back to our homepage.
Comments can be accessed in one of two ways; you
can either scroll down until you see Docket Search or
you can click on Public Comments.

Docket search will show all the filings that have gone
on within that docket, as well as customers’ comments.
Public comments will only allow you to view the
comments for that docket.

Visual aid shown below.




°'°v [E bt s spseserices. ol

Fie Edl View Favres Touk  Hel

* Googie| :lajmu.c1-@- &
o raenss |

2 pakanisas Public Servics Coftriisson - APSC Onlne S4r...

Good afterncon! Welcome to the APSC Online Services Interface prés

“'.
Message of the day lor 3472011 ﬁf.'wﬂ

The electronic filings section of the PSC website provides coples of filings, annual repons, twariffs, and
other items of interest to the public. TO VIOW A LISTING OF ALL PENDING RATE CASES AT THC Hot
COMMISSION, PLEASE GO TO THE "HOT TOPICS INK ON OUR HOME PAGE. THERE 15 A LINK AT Tﬂq ics
THE TOP OF THAT PAGE. If you need assistance in locating any items on our website, please contact
the Secretary of the Commission’s office at 501602 5782,

- between
telecommumcation ubiibes Search by utiity name o docket
numl

Rates - Search utility tariffs and terms of senice for all utilities.

GO = [T swemersert =5 =

Fin B View Favorkes Tock  Help

* Gougle| e e e | B s |t s < st + 5 &+ D
o paenss |
2 pekanisas Public Servics Coftiiisson - APSC Onlne S4r...

B e e ke @

COMMISSION, PLEASE GO TO THE "HOT TOPICS™ LINK ON OUR HOME PAGE. THERE 15 A LINK AT Tﬂil‘l:l ,=I
THE TOP OF THAT PAGE. If you need assistance in locating any items on our website, please contact w
the Secraetary of the Commission’s office at 501.662 5782,
Public
h n d Gomments
Docket Search - Provides a listing of documents filed in a panticular ion A - between
dackel, and a link To iw the eleclonss copies d they exist telscommurcation ubililes Search by wlilly name o docket
numl .~ Daily
Filings
e
Action Summary Search - Search on pleading action entry made in Rates - Search utility tariffz and terms of sanice for all utilities. Electronic
docket. This is an especially good search for a large dockat. Filing
wlilibies by Filter - Filler thee entine Gommissson electone Bing difabase usng Online
one or more search criteria, including Docket, Filing Type and Services
Source. Dally Fifings,
Search,
d Rates, -
'Reperts,
Calendar,
Liranss
In
Intarconmes ton
Agresments
Having prodabiems fpetting your documents to open in Acrobat Header? ook hewe Tor opfions.
HOTICE GF DHSCLAIMER: _ - . -'=|
]
! TT T 1| e o~ [Rimm =




So there you have it and with spring just around the
corner and the farmers almanac saying we have one
more winter storm yet to come, | will close this year’s
first quarterly newsletter and remind myself that this is
life in the Natural State!

| hope the info we have provided about our web-site
has been helpful to each of you. | will now go back to
using the “melting pot” area for tips on other Rules and
as always, please feel free to give us a call anytime you
have questions.

AN NPT e 2 QR

- NG S22\ Vo)) N

e ) L) B\ OF

JL JLJWAD Y ) A )NJLJL JU Y JULUWWNND) o




